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Executive Summary
The report focuses on the hospitality industry and its trends in the global business world. The study aims to cover the aspects of hotel standards, customer loyalty and reputation management. It will cover the need for brand consistency standards and management of hotel reputation. Further, the report will discuss the effectiveness of guest review management, customer loyalty and market trends. 


Table of Contents
Introduction	4
Main Findings	5
“Purpose of brand consistency standards”	5
“Reputation management”	5
“Effectiveness of retaining and building customer loyalty.”	5
“Challenges and mitigation techniques”	6
Conclusion	6
Recommendations	6
References	8




[bookmark: _Toc129111447]Introduction
The tourism and hospitality industry is a massive sector which involves all the activities associated with the economy which contribute to tourism and travel (Rialti et al., 2023). This sector involves Restaurants, Catering, hotels and resorts, bars and nightclubs.  Hospitality is a wide industry in which services and products are associated with delivering service and dealing with customers in aspects of transportation, accommodation and food. Tourism is a crucial element of hospitality which is involved in offering effective service for guests travelling and roaming for business and pleasure purposes (Lyu et al., 2022). The hospitality sector supports the preservation of the history, cultural aspects, and rich arts of the nation. The study will highlight the significance of the effective management of guests in the hospitality industry.  Effective management of guests helps to increase guest loyalty and guest satisfaction.
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“Purpose of brand consistency standards”
The consistency of brand standards revolves around beings communicating personality, building trust and being recognisable (Buhalis et al., 2022). The purpose of brand consistency standards is to enhance the loyalty and trust of the customers and helps to enhance the organisation's personality. The term branding is defined as the act of commencing the specific company or products by using distinctive design and means of advertising. Hospitality branding can be termed as the collective elements which express the unique values of the proposition to every potential client. The branding of the hospitality industry involves aesthetic features which comprise colour schemes, the expectation of clients towards the brand, ideals values and logos. Its procedure is associated with building and expanding the bonds between the consumers and the brand. For effective branding, the hotel can determine the target audience, appropriate slogan and logo, company personality and positioning organisation's business and products.
Hotel branding is significantly important as it supports the offering of excellent and consistent guest experiences from the booking stage to the post-stay. The hotel brand can maintain brand consistency with high quality by building a strong strategy of brand, sharing guest satisfaction, building a strong narrative, and corporate identity and avoiding brand inconsistency. Further brand consistency can be ensured by effectively setting the brand guidelines, organising the marketing assets of the organisation and effectively planning using the marketing calendars.
All hotels do not have the same standard as it depends on the class, size, and type of hotel. For example, Trelawney and Premier Inn have vast differences in their standards (Vo et al., 2022).
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“Reputation management”
The hotel industry such as Premier Inn, Hilton and Trelawney highly focuses on elements for improving hotel reputation management (Li et al., 2022). These include engaging with the audience in both social media and real-time, working on negative reviews and focusing on digital marketing. Reputation
The effectiveness of guest management is very crucial as enhancing these aspects can help in boosting bookings and traffic in which guests can feel an increased level of comfort and confidence in their chosen hotel. Reputation management can highly influence the production and productivity of the hotel (Buhalis and Cooper, 2022). 
The enhancement of brand reputation helps to enhance the aspects of customer loyalty (Padma and Ahn, 2020). The term reputation management can be termed as public conversation and stakeholder perception about the brand products, service and organisation. Reputation management has five core elements which comprise review monitoring, staying in front of all the competition, brand-associated mentions, social media monitoring and satisfied customers.
The negative reviews can degrade the quality of trust and decrease hotel bookings. The negative image can hurt the goodwill of the hotel, when the customers monitor the bad reviews, the intention of the customer changes which makes them lose trust and thus affects productivity and affects sales, further it drives away the customers (Sebele-Mpofu et al., 2022). The negative reviews not only affect the brand reputation but also lowers the ranking of search engines, further it creates a loss of revenues and decreases the profit of the organisation.
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“Effectiveness of retaining and building customer loyalty.”
The hotel industry can build and retain customer loyalty by improving guest expectations, offering the best customer service, managing feedback and guest reviews and making commitments to improving the hotel standards.
Loyalty programs can be offered by the hotel industry to retain and attract a wide range of audience. The implementation of loyalty programs can help the hotel industry to make a wide range of customers (Yu et al., 2022). Through the aspects of loyalty management, the Hotel Premier Inn can implement various marketing strategies and deliver various offerings such as offers, discount coupons and other forms of offerings (Hsu et al., 2022). Loyalty programs are termed as an excellent way to engage with customers as it helps the organisation to make a point of purchase from their customers to interface the aspects of shared values.
The hotel industry highly needs loyal customers, as these are the people who bring productivity to the organisation (Tirado et al., 2022). Customer loyalty programs are essential as gaining these aspects can be valuable assets as they can sustain for a long term and contributes to life values. Further, the hotels can arrange hotel customer loyalty programs to improve the brand reputation. The brand would also need to further improve their ratings by providing freebies and extra voucher to loyal or returning customer. Over time this would act as a goodwill for the business and improve the financial strengths.
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“Challenges and mitigation techniques”
There are huge challenges which the hotel industry faces, all these challenges revolve around attending to the guest, maintaining hygiene and cleanliness, managing a reservation, and managing the operation of the front office (Brazil et al., 2023). Further, this hotel is challenged by rising competition and changing customers' expectations.
The hotel industry can bring effectiveness to its hotels by highly focusing on effective marketing strategies and connecting with the guest on various digital platforms.
The challenges of the hotel industry can be enhanced by increasing the interaction with the customers by applying the media approach (Han et al., 2022). With the involvement of online sources such as messaging and direct marketing and digital marketing, the aspects of marketing strategy can be improved.
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Hospitality is a very crucial sector as it highly contributes to the development of the economy of the nation (Buhalis, 2022). The hospitality industry has various business functions and the hospitality industry has many roles and responsibilities. The effectiveness in guest management can highly contribute to productivity, bring effectiveness, increase the aspects of sales, increase the base of customers and enhance the brand reputation in the global aspects. The report aims to discuss the effectiveness of guest management in the hotel industry. The report has applied the example of Hotel Premier Inn which is based in the UK.  
The report has highly focused on customer loyalty, reputation management and hotel standards in the hospitality industry. The report aimed to cover the hotel's reputation and the effectiveness of guest review management. The report has continued discussing the effectiveness of customer loyalty programmes. The report concludes by enhancing the market trends of hotels which can help to increase the base of customers in a global manner.
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Recommendations
Hotels like Hilton and Premier Inn can effectively improve the global aspects of market trends.
· Monitoring customer reviews- It is considered as a procedure on the basis of tracking the reviews of customers (Kharouf et al., 2019). It is essential for the hotel brands such as premier inn to check the reviews of the guest because it helps to be on the track and analyse the performance and service quality.
· Effective guest service- It is also effective because this strategy helps to understand the needs of the customers. Moreover, it helps the company to increase its service quality and productivity with the services they provide regarding customer satisfaction.
· Improving customer service- It is essential for Premier Inn because as they provide premium quality service, it helps to ensure that the customers get premium and 24*7 service regarding laundry, food or any other requirements. It helps to hold the brand value of Premier Inn.
· Staff training- It is required for identifying the gaps in team or skills which can create an impact on the productivity of the overall performance of Premier Inn. It is also essential for developing and maintaining trust among the employees which leads towards effective service for the guest. Additionally, effective training and development increase the performance of the Premier Inn. 
By adding this effect to the hotel industry, the business can mitigate the obstacles such as negative guest reviews, staff shortages, global competencies and customer complaints. The negative perception of the brand would be mitigated and ensure the general performance of all department within the brand to be nurtured and developed. These above programs would improve the capabilities of the hotel in having top notch services in the long-run.
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